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July  29.  1996 
Dear  Vendor: 

A  copy  of  the  final  draft  of  the  study,  Global  Retail  Electronic  Banking,  is 
enclosed.  After  this  draft  is  edited  and  bound  by  our  production  facility  in 
California,  bound  copies  of  the  study  will  be  sent  to  you  to  replace  this  draft. 

Please  contact  me  with  any  questions  or  comments. 


John  McGann 
Program  Director 
Global  Banking  Program 


FRANKFURT    •    LONDON    •    NEW  YORK    •    PARIS    •    SAN  FRANCISCO    •   TOKYO    •    WASHINGTON,  D.C. 


Sincerely, 


Dear  Vendor: 

A  copy  of  the  final  draft  of  the  study,  Global  Retail  Electronic  Banking,  is  enclosed.  After 
this  draft  is  edited  and  bound  by  our  production  facility  in  California,  bound  copies  of  the 
study  will  be  sent  to  you  to  replace  this  draft 

Please  contact  me  with  any  questions  or  comments. 

Sincerely, 


John  McGann 
Program  Director 
Global  Banking  Program 
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Manager,  Market  Information 
Acquisition  &  Delivery 
North  America  Market  Analysis 

International  Business  Machines  Corporation 
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study  Title:  Chcfnm^  c^s^XCy 


rype  of  Interview: 


□  Vendor    □  Telephone 

□  User       □  On-Site 

□  Other      □  Mail 


Interviewer  Initials 
Interview  Date 
QC  Initials 
QCDate 
Data  Entry  Initials 
Data  Entry  Date 


□□□ 

□□ODOD 
□□□ 

□□oaoD 


Company: 
Address: 


Company  Tsnpe: 
Sales: 
#  Employees: 


aty/State/Zip: 
Main  Phone: 

Respondent(s): 


Name 


FAX# 


Title 


Phone/Ext. 


Referrals: 


Industry  (User  Interviews  Only): 

□  Discrete  Mfg.  □  Wholesale 

□  Process  Mfg. 

□  Transportation 

□  Utilities 

□  Communications 

□  Retail 


□  Banking/Finance 

□  Insurance 

□  Medical 

□  Services 

□  Education 


□  Federal  Government 

□  State  &  Local  Government 

□  Consumer/Home 

□  Other  Industry  Specific 

□  Cross-Industry 


Comments: 
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Questionnaire  #  

ELECTRONIC  BANKING  QUESTIONNAIRE 

INPUT  is  compiling  data  on  worldwide  use  of  electronic  banking  services  like  home  banking  and 
ATMs  or  use  of  the  Internet.  We  would  like  to  ask  you  a  few  questions  on  the  types  of  electronic 
banking  used  by  your  bank.  In  return  for  your  assistance,  we  will  be  sending  you  an  executive 
summary  of  the  study. 


« 
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Questionnaire  # 


lA.      Home  Banking 

1.  Do  you  offer  home  banking  services  now?    (If  yes,  go  to  3.  If  not,  go  to  Q2.) 

2.  Do  you  plan  to  ofifer  home  banking  services  in  the  near  future?   

(If  yes)  When    (If  no,  please  state  why  and  go  to  next  section.) 

3.  How  many  accounts  use  home  banking?   

How  many  will  use  in  5  years?   


4.       Do  you  offer  the  following  services? 


Service 

Yes 

Will  offer  in  future 
(  of  yrs.) 

Will  not  offer 

A  means  of  handling  recurring  payments  for 
utility  bills  or  another  purpose  where  the 
check  amount  can  change? 

Handling  of  special  customized  payments? 

Payments  that  can  be  delayed  until  a  date 
specified  by  the  account  holder? 

Provision  of  account  balance  information? 

Transfers  between  accounts? 

Other? 

5.       What  factors  have  driven  your  use  of  home  banking?  Please  rate  on  a  scale  of  1  -  5,  with  5 
=  high) 


Factor 

Rating 

Demands  or  interests  of  depositors? 

Revenue  and/or  fee  potential? 

Desire  to  lower  DDA  and  operational  costs? 

Competition  fi-om  other  banks? 

Competition  from  non-banks? 

Technology  like  Internet  available? 

Potential  of  software  products  like 
Quicken/Money? 

Other 

GBPRl 
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Questionnaire  # 

Please  describe  importance  of  Quicken/Money  types  of  products 


7.       What  factors  or  problems  are  inhibiting  the  use  of  home  banking? 
Please  describe  and  rate  on  a  1  to  S  basis. 


8.  Please  rate  the  following  benefits  that  you  have  obtained  or  anticipate  fi^om  home  banking, 
on  a  scale  of  1  -  5.  Please  quantify  any  benefits  in  terms  of  revenue  received  now  and  in  5 
years. 


Benefit 

Rating 

$  Amount  Now 

in  5  years 

Revenues/fees 

Additional  business  fi"om  depositors 

New  accounts 

Cost  savings 

Customer  satisfaction 

Other 

GBPRl 
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Questionnaire  # 


IB.     ATM  and  Advanced  ATM  service 

1.  Do  you  oflFer  ATM  services  now?   (If  yes,  go  to  3.  If  not,  go  to  Q2.) 

2.  Do  you  plan  to  oflfer  ATM  services  in  the  near  future?   

(If  yes)  When    (If  no,  please  state  why  and  go  to  next  section.) 

3.  How  many  accounts  use  ATMs?   

How  many  will  use  in  5  years?   


4.       Do  you  offer  the  following  services? 


Service 

Yes 

Will  offer  in  future 
(#ofyrs.) 

Will  not  offer 

Features  other  than  cash  dispensing  and 
deposit  taking? 

Handling  of  special  customized  payments? 

Payments  that  can  be  delayed  until  a  date 
specified  by  the  account  holder? 

Provision  of  account  balance  information? 

Transfers  between  accounts? 

Other? 

5.  What  factors  have  driven  your  use  of  ATMs  and  advanced  ATM  features? 
Please  rate  on  a  scale  of  1  -  5,  with  5  =  high) 


Factor 

Rating 

Demands  or  interests  of  depositors? 

Revenue  and/or  fee  potential? 

Desire  to  lower  DDA  and  operational  costs? 

Competition  from  other  banks? 

Competition  from  non-banks? 

Technology  available? 
What  technology? 

Other 
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Questionnaire  # 


6.       What  factors  or  problems  are  inhibiting  the  use  of  advanced  ATM  features? 
Please  describe  and  rate  on  a  1  to  5  basis. 


7.       Please  rate  the  following  benefits  that  you  have  obtmned  or  anticipate  fi"om  advanced 
ATM  features,  on  a  scale  of  1  -  5.  Please  quantify  any  benefits  in  terms  of  revenue 
received  now  and  in  5  years. 


Benefit 

Rating 

S  Amount  Now 

in  5  years 

Revenues/fees 

Additional  business  fi-om  depositors 

New  accounts 

Cost  savings 

Customer  satisfaction 

Other 
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Questionnaire  # 


IC.     Smart  Card  based  services 

1.  Do  you  offer  Smart  card  based  services  now?   (If  yes,  go  to  3.  If  not,  go  to  Q2.) 

2.  Do  you  plan  to  offer  these  services  in  the  near  future?   

(If  yes)  When    (If  no,  please  state  why  and  go  to  next  section.) 

3.  How  many  accounts  use  smart  card  based  services?   

How  many  will  use  in  5  years?   


4.       Do  you  offer  the  following  services? 


Service 

Yes 

Will  offer  in  future 
(#ofyrs.) 

Will  not  offer 

Features  other  than  cash  dispensing  and 
deposit  taking? 

Handling  of  special  customized  payments? 

Payments  that  can  be  delayed  until  a  date 
specified  by  the  account  holder? 

Provision  of  account  balance  information? 

Transfers  between  accounts? 

Other? 

5.       What  factors  have  driven  your  use  of  Smart  Cards? 
Please  rate  on  a  scale  of  1  -  5,  with  5  =  high) 


Factor 

Rating 

Demands  or  interests  of  depositors? 

Revenue  and/or  fee  potential? 

Desire  to  lower  DDA  and  operational  costs? 

Competition  fi-om  other  banks? 

Competition  fi-om  non-banks? 

Technology  available? 
What  technology? 

Other 
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Questionnaire  # 

6.       What  factors  or  problems  are  inhibiting  the  use  of  Smart  Cards? 
Please  describe  and  rate  on  a  1  to  S  basis. 


7.       Please  rate  the  follo\^ing  benefits  that  you  have  obtained  or  anticipate  fi"om  Smart  Cards, 
on  a  scale  of  1  -  5.  Please  quantify  any  benefits  in  terms  of  revenue  received  now  and  in  5 
years. 


Benefit 

Rating 

$  Amount  Now 

in  5  years 

Revenues/fees 

Additional  business  fi"om  depositors 

New  accounts 

Cost  savings 

Customer  satisfaction 

Other 

GBPRl 
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Questionnaire  #  

ID.     Debit  and  Credit  Card  based  services 

1.  Do  you  offer  credit/debit  card  based  services  now?  (If  yes,  go  to  3.  If  not,  go  to 

Q2.) 

2.  Do  you  plan  to  offer  these  services  in  the  near  future?   

(If  yes)  When    (If  no,  please  state  why  and  go  to  next  section.) 

3.  What  is  the  current  number  of  credit  card  accounts?   ;  in  five  years?   

How  many  current  transactions  per  year?   ;  in  five  years?   

What  is  the  current  number  of  debit  card  accounts?   ;  in  five  years?   

How  many  debit  card  transactions  per  year?   ;  in  five  years?   


4.       Do  you  offer  the  follov^ng  services? 


Service 

Yes 

Will  offer  in  future 
(  of  yrs.) 

Will  not  offer 

Features  other  than  standard  credit  and 
debit  card  use  (not  mentioned  in  the  ATM 
section),  such  as  discounts/rewards  based 
on  usage?  (Describe  below) 

Feature  1 /Rating 

Feature  2/Rating 

5.       Does  your  bank  process  credit  and/or  debit  coupons  or  electronic  images  or  do  you  have  a 
vendor  process  them  for  you?  (Please  describe) 


6.       What  factors  have  driven  your  use  of  credit/debit  cards? 
Please  rate  on  a  scale  of  1  -  5,  with  5  =  high) 


Factor 

Rating 

Demands  or  interests  of  depositors? 

Revenue  and/or  fee  potential? 

Competition  from  other  banks? 

Competition  from  non-banks? 

Technology  available? 
What  technology? 

Other 
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Questionnaire  # 


6.       What  factors  or  problems  are  inhibiting  the  use  of  credit/debit  cards? 
Please  describe  and  rate  on  a  1  to  5  basis. 


7.       Please  rate  the  following  benefits  that  you  have  obtained  or  anticipate  fi-om  credit/debit 
card  business,  on  a  scale  of  1  -  5.  Please  quantify  any  benefits  in  terms  of  revenue 
received  now  and  in  5  years. 


Benefit 

Rating 

$  Amount  Now 

in  5  years 

Revenues/fees 

Additional  business  fi"om  depositors 

New  accounts 

Cost  savings 

Customer  satisfaction 

Other 
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Questionnaire  # 


IE.     Pay  by  Phone  and  "First  Direct"  Services 

1.  Do  you  oflfer  pay  by  phone  or  "First  Direct"  services  now?    (If  yes,  go  to  3.  If  not, 

go  to  Q2.) 

2.  Do  you  plan  to  offer  either  of  these  services  in  the  near  future?   

(If  yes)  When    (If  no,  please  state  why  and  go  to  next  section.) 

3.  How  many  accounts  use  pay  by  phone  services?   ;  in  five  years?   

How  many  accounts  use  First  Direct  services?   ;  in  five  years?   


4.       Do  you  offer  the  following  services? 


Service 

Yes 

Will  offer  in  future 
( of  yrs.) 

Will  not  offer 

Payment  of  bills  only  to  an  established  list 
of  payees  (eg.,  phone  or  utility  company? 

Handling  of  special  customized  payments? 

Payments  that  can  be  delayed  until  a  date 
specified  by  the  account  holder? 

Provision  of  account  balance  information? 

Transfers  between  accounts? 

Marketing  of  savings  and  CDs? 

Selling  money  market  and  mutual  funds? 

Recommend  moving  business  (eg.  credit 
cards)  to  your  bank? 

Other? 

5.       What  factors  have  driven  your  use  of  advanced  features  and  basic  services? 
Please  rate  on  a  scale  of  1  -  5,  with  5  =  high) 


Factor 

Rating 

Demands  or  interests  of  depositors? 

Revenue  and/or  fee  potential? 

Desire  to  lower  DDA  and  operational  costs? 

Competition  from  other  banks? 

Competition  from  non-banks? 

Technology  available? 
What  technology? 

Other 
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Questionnaire  # 


What  factors  or  problems  are  inhibiting  the  use  of  advanced  features  and  services? 
Please  describe  and  rate  on  a  1  to  5  basis. 


7.       Please  rate  the  following  benefits  that  you  have  obtained  or  anticipate  fi-om  credit/debit 
card  business,  on  a  scale  of  1  -  5. 


Benefit 

Rating 

Revenues/fees 

Additional  business  from  depositors 

New  accounts 

Cost  savings 

Customer  satisfaction 

Other 
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Questionnaire  #  

IF.      Electronic  Banking  Lending  and  Mortgage  Services 

1.  Do  you  offer  electronic  lending  and  mortgage  services  now?    (If  yes,  go  to  3.  If 

not,  go  to  Q2.) 

2.  Do  you  plan  to  offer  these  services  in  the  near  future?   

(If  yes)  When    (If  no,  please  state  why  and  go  to  next  section.) 

3.  How  many  accounts  use  these  services?   ;  in  five  years?   


4.       Do  you  offer  the  following  services? 


Service 

Yes 

Will  ofTer  in  future 
(  of  yrs.) 

Will  not  offer 

A  means  of  handling  recurring  payments  for 
loans  and  mortgages? 

Do  you  market  lending/mortgages  on  the 
Internet? 

On  other  networks? 
Which? 

Collection  of  data  from  prospects  and 
clients  on  the  Internet  or  other  networks? 

Interact  with  prospects  in  regard  to  pricing 
via  networks? 

Respond  to  requests  for  bids  on  lending  or 
mortgages  via  nets? 

Other  electronic  features  used  for  lending, 

mortgages,  etc.? 

What? 

Provide  account  balance  information? 

5.       What  factors  have  driven  your  use  of  electronic  banking  for  lending/mortgages? 
Please  rate  on  a  scale  of  1  -  5,  with  5  =  high) 


Factor 

Rating 

Demands  or  interests  of  depositors? 

Revenue  and/or  fee  potential? 

Desire  to  lower  DDA  and  operational  costs? 

Competition  from  other  banks? 

Competition  fi-om  non-banks? 

Technology,  like  the  Internet  available? 
What  technology? 

Other 
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6.       What  factors  or  problems  are  inhibiting  the  use  of  these  services? 
Please  describe  and  rate  on  a  1  to  S  basis. 


7.       Please  rate  the  following  benefits  that  you  have  obtained  or  anticipate  fi-om  these  services, 
on  a  scale  of  1  -  5. 


Benefit 

Rating 

Revenues/fees 

Additional  business  fi"om  depositors 

New  accounts 

Cost  savings 

Customer  satisfaction 

Other 
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Questionnaire  # 

Other  Services:  Insurance,  Brokerage,  Personal  Trust  Other 


Do  you  offer  any  of  these  services  electronically  at  this  time? 
not,  go  to  Q2.) 


(If  yes,  go  to  3.  If 


Do  you  plan  to  offer  these  services  in  the  near  future?   

(If  yes)  When    (If  no,  please  state  why  and  go  to  next  section.) 


3.       How  many  accounts  use  these  services? 


Will  use  in  5  years 


Service 

Use  Now 

Will  use  in  5  yrs. 

4.       Which  of  these  do  you  market  on  the  Internet  or  other  network?  Please  describe. 


5.       For  which  of  these  do  you  obtain  data  via  the  Internet  or  other  networks? 


Would  you  please  describe  other  electronic  services  supporting  these  products.  Specify 
whether  the  Internet  or  other  networks  are  being  used. 
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Questionnaire  # 


7.       What  factors  have  driven  your  use  of  electronic  banking  for  these  services? 
Please  rate  on  a  1,  low  to  5,  high  scale. 


Factor 

Rating 

Demands  or  interests  of  denositors? 

Revenue  and/or  fee  potential? 

Desire  to  lower  operational  costs? 

Competition  from  other  banks? 

Competition  from  non-banks? 

Technology  like  Internet  available? 

Potential  of  vendor  products? 
Describe  the  use  of  these  products 

Other 

8.       What  factors  or  problems  are  inhibiting  the  use  of  these  services? 
Please  describe  and  rate  on  a  1  to  5  basis. 


9.       Please  rate  the  benefits  that  you  have  obtained  or  anticipate  from  these  services? 


Please  rate  on  a  1  to  5  scale. 


Revenues/fees 

Rating 

Additional  business  from  depositors 

New  accounts 

Cost  savings 

Customer  satisfaction 

Other  (what) 
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Questionnaire  #  

n       Total  Impact  of  Retail  Electronic  Banking  on  Operations 

1.       Comparison  of  Retail  Electronic  Banking  services.  Would  you  please  rate  the  impact  and 
dollar  benefits  that  each  of  the  following  services  will  have  on  retail  electronic  banking? 
Rate  on  a  scale  of  1  -  5,  with  1  =  low  importance  and  5  =  high  importance.  (Dollar 
benefits  -revenues,  fees,  new  business  and  cost  savings.) 


Service 

Impact- 
Now 

Impact-in 
5  yrs. 

Dollar  Benefits- 
Now 

Dollar  Benefits- 
in  5  yrs. 

Home  Banking 

ATM 

Advanced  ATM 

Smart  Cards 

Debit  Cards 

Credit 

Lending  services 

Mortgage  services 

Personal  Tnist 

Other  (what) 

2.       What  changes  in  the  ways  that  payments  are  made  (the  payments  mechanism)  are 
occurring  as  a  result  of  retail  electronic  banking? 


3,       In  your  opinion,  are  real  changes  taking  place  in  retail  banking  services?  (eg  In  platform 
services,  branch  operations,  other  as  a  result  of  electronic  banking?)  Please  describe  these 
changes. 


4.  What  are  the  biggest  operational  or  other  problems  that  you  have  encountered  in  retail 
electronic  banking  and  use  of  the  Internet  and/or  other  networks?  Please  describe  and 
include  solutions  if  available. 
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Questionnaire  # 


5.       What  percentage  of  your  business  results  from  Electronic  Banking?  What  about  for  the 
next  few  years?  (check  the  proper  category.) 


Percent  of  Business 

1995 

1996 

2000 

2001 

<  10% 

10-20% 

20-30% 

30-50% 

50-70% 

70-90% 

>90% 

6.       What  new  developments  does  your  bank  want  to  see  in  electronic  banking? 


7.       Any  other  comments? 


8.       Would  this  type  of  information  be  useful  to  your  bank  for  planning  purposes? 


9.       Who  would  be  the  proper  person  to  contact  at  the  bank? 
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